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Abstract

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center to interoperate with Avaya IP Office. In the compliance
testing, BBX Technologies Vuesion Multimedia Contact Center provided skill based routing,
announcements, and call reporting by using the SIP User, TAPI, and DevLink interfaces from
Avaya IP Office 8.0.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center to interoperate with Avaya IP Office. In the compliance
testing, BBX Technologies Vuesion Multimedia Contact Center provided skill based routing,
announcements, and call reporting by using the SIP User, TAPI, and DevLink interfaces from
Avaya IP Office.

The SIP User interface was used by Vuesion to register virtual SIP users and to route incoming
calls via an available SIP user in a hunt group to the Vuesion server. The TAPI interface was
used by Vuesion to monitor and control the virtual SIP and physical agent and supervisor users,
and to provide call control via the agent and supervisor desktops. The DevLink interface was
used by Vuesion to obtain real-time call events for call reporting purposes.

The BBX Technologies Vuesion Multimedia Contact Center consisted of the Vuesion Server,
Vuesion Client, and Vuesion Reports software.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the BBX
Technologies Vuesion Multimedia Contact Center application, the application automatically
registers the virtual SIP users to Avaya IP Office.

For the manual part of the testing, incoming calls were made to the main hunt group. The
Vuesion server used the TAPI event messages to track agent states, and specified calls to be
redirected to available agents. Manual call controls from both the agent telephones and the agent
desktops were exercised to verify remaining features such as answering and transferring of calls.

The verification of tests included using the Vuesion server logs for proper message exchanges,
the Vuesion Client application for proper call controls, and the Vuesion Reports application for
proper call reporting.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on BBX Technologies Vuesion
Multimedia Contact Center:

e Proper registration of virtual SIP users.

e Use of TAPI functions to monitor users and hunt groups, route incoming calls, support call
control via agent desktops, set call forwarding and message waiting indicator (MWI).

e Proper handling of call scenarios including incoming calls to main hunt group,
hold/reconnect, blind/attended transfer, drop, queue, park/unpark, coverage, call forwarding,
supervisor monitor, outgoing call, account code, outpulse of DTMF digits, multiple agents,
and simultaneous calls.

e Use of real-time DevLink events to monitor calls with proper reporting of calls.

The serviceability testing focused on verifying the ability of BBX Technologies Vuesion
Multimedia Contact Center to recover from adverse conditions, such as disconnecting and
reconnecting the Ethernet cables to the Vuesion server and to the Vuesion client.
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2.2. Test Results

All test cases were executed and passed. The following were observations on BBX
Technologies Vuesion Multimedia Contact Center from the compliance testing:

¢ Outgoing calls with account codes can only be placed via the phone, and the reported entry
showed the first seven numeric digits in the account code with alphanumeric shown as
blank.

¢ Inbound ACD calls that covered to the agent’s voicemail do not show up in the reports.

e In the blind transfer scenario, two reporting entries were reported. The entry associated with
the transfer-from agent included the duration of the call at the transfer-from agent, and the
entry associated with the transfer-to agent included the duration of the entire call.

¢ In the attended transfer scenario, only one reporting entry was reported against the transfer-
to agent and included the duration of the entire call. Also the transfer-to agent cannot release
the call from the desktop. The desktop shows the call to be released however call is still
active and can only be released from the phone.

¢ During an active call if the link goes down and after the recovery of the link between the
Vuesion server and IP Office, the Vuesion client can no longer control the call via the
desktop. The workaround is to manually control the call via the phone. However after the
first manual control from the phone, agent can once again control the call via the desktop. If
the link goes down at the same instant as a call is presented to the agent, then after recovery,
incoming call is still shown and agent has no control on the desktop. Agent has to manually
refresh to get control back of the desktop.

e This release does not support the conference feature.

2.3. Support

Technical support on BBX Technologies Vuesion Multimedia Contact Center can be obtained
through the following:

e Phone: (800) 930-4229, option 4
e Fmail: bbxservice@bbxtech.com
e Web: www.bbxtech.com
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3. Reference Configuration

The configuration used for the compliance testing is shown below. The Avaya IP Office
Voicemail Pro was used for the voicemail call scenarios.

In the compliance testing, the Vuesion Manager, Vuesion Reports and Vuesion Client software
were running on the Vuesion server, while another Vuesion Client was running on the server that
was hosting the Avaya IP Office Manager.

Lab Network

Emulated
PSTN

Avaya IP Office

TAM, Deviink, SIP Users
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4. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment Software
Avaya IP Office 500 8.0 (13)
Avaya IP Office Manager 8.0 (13)
Avaya 9650 IP Telephone (H.323) 3.186a
Avaya 1608 IP Telephone (H.323) 1.300B
Avaya 9508 Digital Telephone N/A
BBX Technologies Vuesion Server on V7.00

Windows 2008 Server R2 Standard
e  Vuesion Reports

Revision 13

e Avaya TAPI (tspi2w.tsp) 1.0.0.35
e Avaya DevLink (devlink.dll) 1.0.0.5
BBX Technologies Vuesion Client V7.00
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5. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office. The procedures include
the following areas:

e Verify IP Office license

e Obtain LAN IP address

e Administer SIP Registrar

e Administer SIP extensions

e Administer SIP users

¢ Administer hunt groups

e Administer agents

¢ Administer supervisors

¢ Administer incoming call route
¢ Administer short code

5.1. Verify IP Office License

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the Manager application. Select the proper IP Office system, and
log in with the appropriate credentials.

The Avaya IP R8 Office Manager screen is displayed. From the configuration tree in the left
pane, select License > 3" Party IP End-points to display the 3" Party IP End-points screen in
the right pane. Verify that the License Status is “Valid”.

] Avaya IP Office R8 Manager IP500-Dey [8.0(13]] [Administraton{4 dministraton)]

File Edit V“iew Tools Help

i IPS00-Dev T License * 3rd Party IP Endpoints i %S4 | S ﬂ | + 2 Aﬂ

IP Offices 3rd Party IP Endpoints [ SR I G VN S

(=W Licenss (63) # [ Licerses
W 1600 Series Phones

3rd Parky IP Endpoint: License Key MMM AW MW MC WM OWMC
. Advanced Edition
W AUDLE voicemail License Type  [3rd Party IP Endpoints
& Avaya IP endpaints
& Avaya IP endpoints
. CCC Agent Rastering
W CCC Agents
W CCC Chat Expiry Date Mewver
W CCC Designer {users)

License Status  |Walid

Instances 255
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Scroll down the left pane and select License > CTI Link Pro, to display the CTI Link Pro
screen in the right pane. Verify that the License Status is “Valid”.

IP Offices B

(=)W, License (63) A
& 1600 Series Phones
& 3rd Party IP Endpoint:
& Advanced Edition
&= ALDIX Yoicemail
&= Avaya IP endpoints
W Avava IP endpoints
& CCC Agent Rostering
W CCC Agents
& CCC Chat
W CCC Designer {users)
& CCC EMail
e CCC PC Wallboards
W CCC Server
& CCC Spectrum Wallbo,
W CCC Supervisors
& CCR CCC UPG
& CCR Designer
e, CCRSUP
& Compact Business Cer—
L N CTI Link Pro
& Customer Service Age

W Customer Service Sup

Licenses |

CTi Link Pro

License Kev

| HzhHzhHzhHzhHzhHzhHzhHzhHzhHzRHzh

License Type |CTI Link Pra

Lirense Stakus |'\.-'a|i|:|

Inskances |255

Expiry Dake |Never

5.2. Obtain LAN IP Address

From the configuration tree in the left pane, select System to display the IPS00-DevCon screen
in the right pane. Select the LANI1 tab, followed by the LAN Settings sub-tab in the right pane.
Make a note of the IP Address, which will be used later to configure Vuesion. Note that IP
Office can support SIP on the LAN1 and/or LAN2 interfaces, and the compliance testing used

the LAN1 interface.

IP Offices

K BOOTP ()
Operator (30

7 IPOS00-DevCon
39 Swstem (1)

]

-+
-

.

e

m

i
o
o

System | LANL | LAz | DNS

IPOS00-DevCon

‘oicemail

Telephory || Direckary Services

Syskem Events

LAMN Setkings | Walp

Metwork Topolagy | SIP Regiskrar

- T IP Address (110 . 10 . 10 106 |
T4 Line (20) IF Mask |55 . 255 . 255 . 255 |
“=» Control Unit {5)
Ay Extension 33) Primary Trans, IP Address | 0 o 0 u} |
ﬁ Iser (28) —
u HuntGroup (10) RIP Mode |RIF' 2 Broadcast (RIP 1 Compatibility) v|
B short Code (64) [] Enable MaT
B Service (D)
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5.3. Administer SIP Registrar
Select the VoIP sub-tab. Make certain that SIP Registrar Enable is checked, as shown below.

IP Offices

K BoOTR (2)
i Operator (3)
[=) -5 IPOS00-DevCaon
[=)-#5p System (1)
Sy IPOS00-DevCon
4 Line (20}
<2 Contral Unik {5)
Ay Extension (33)
i ser (28)
u HuntiGroup (100
BX short Code (64)
@ Service (0)
e RAS (1)
@ Incoming Call Route (3)
@ WWanPort {0
#g Directory (00

B IPOS00-DevCon

SystemlL-"'Nl |LAN2 DM3 | Vaoicemall | Telephaory | Directary Services | Swstem Events | SMTP | SMDR | Twinning

LAM Settings | WaolP | Metwark Topolagy | SIP Reqgistrar

H.323 Gatekeeper Enable
SIP Trunks Enable
SIP Registrar Enable

RTF Port Number Range

Port Range (Minimur) (491523
Port Range (Maximum) | 73246 -

|:| H.323 Auko-create Extn

H.323 Auto-create User

[] H.323 Remate Extn Enable

Select the SIP Registrar sub-tab, and enter a valid Domain Name for SIP endpoints to use for
registration with IP Office. In the compliance testing, the Domain Name was left blank, so the
LAN IP address was used for registration.

IP Offices

& BOOTP(2)

1% Operator (3)

[=)-#=p [POS00-DeyvCon
(=)= System (1)

%) IPOS00-DevCan

9 Line (200

[+ Control Unik (S)

Ay Extension (33)

b user(za)

ﬁ HuntGroup {10}

B Short Code {64)
@ Setwice (0)

al RAS (1)

D Incoming Call Route (3)

[

B IPOS00-DevCon

System| LAML |LAN2 DMS | Vaicemail | Telephare | Direckory Services | System Events | SMTP | SMDR | Twinning

LAM Settings | WoIP || Metwork Topology | SIP Registrar |

Dwornain Marne

Both TCP & UDP

~

TCP Part S060 =

UDP Port 5060 £
Challenge Expiry Time (secs)
i

Auko-create Extn/User

Laver 4 Protocol
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5.4. Administer SIP Extensions

From the configuration tree in the left pane, right-click on Extension, and select New > SIP
Extension from the pop-up list to add a new SIP extension. Enter the desired digits for Base
Extension, and retain the default values in the remaining fields. Figure below shows the added
SIP extension.

I IP Offices B SIP Extension: 8000 28000

=4 Extension (33} AN Etn |vorp | T30 Fax
A 101 201
Ay 102 202 Extension Id £000
& 103203
A 104 204
A 105 205
A 106 206
& 107 207 Reset volume After Calls F

& 108 208
Ay 109 200 Device bype
& 110210

g iié 21; Module 0
A 113213 Part 0
4 114 214
A 115215 Force Authorization
A 116 216
Ay 25225

Ay 26226

Ay 27227

Ay 28228

Ay 29229

A 30230

Ay 31231

Ay 32232

"W, 5000 25000

Base Extension 25000

Caller Display Type

Select the VoIP tab. Uncheck Re-invite Supported, and check Use Offerer’s Preferred Codec
and Reserve 3" party IP endpoint license, as shown below. Retain the default values in the
remaining fields.

Repeat this section to add the desired number of SIP extensions. In the compliance testing, four
SIP extensions with base extensions of 28000-28003 were created.

IP Offices E SIP Extension: 8000 28000 g - X | v

= 4 Extension (33) A Extn | VoIP | T35 Fax
4 101 201
A 102 202 IP Address o o 1) [u] [[] wolP Slence Suppression
4 103203
A& 104 204 Codec Selection System Defaul -
A 105 205 Allaws Direct Media Path
4 106 206 =» | [G7iruLw ek
A 107 207 G711 ALAY 64K

A 105 208 G.729(s) 8K CS-ACELP Use Offerer's Preferred Codec
A 109 209 G.723.1 6K3 MP-MLO

4 110210 P [] reserve avaya IP endpoint license
A 111 211

& 112212
A 113213
& 114214
& 115215 2
& 116216
Ay 25225
A 76226
Ay 2727 TOM- 1P Gain Default b
PR ]
A 79229 IP-=TDM Gain Default ~
4 30230

A 31231

Ay 3z 232

Wy, 8000 23000

[ Local Hold Music

[1 re-irvite Supparted

Reserve 3rd party IP endpoint license

Fax Transport Support

DTMF Support RFiZ2533 w
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5.5. Administer SIP Users

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. For Name and Full Name, enter the same desired value prefixed with “IVR”, as required by
Vuesion. For Extension, enter the first SIP base extension from Section 5.4. Figure below

shows the added SIP user.

IP Offices

=i

"y, G004 28007 ~
"Wy, G005 ZB00G |
User (23)

; Maollser

201 Extnz01 95030
202 Extn202 24200
203 Extnz03

204 Extnz04

205 Extn205

206 ExtnZ06

207 Extn207

2086 Extnz08

209 Extnz09

210 Extn210

211 Extnz11

212 Extn212

213 Extn213

214 Extnzl4

215 Extn215

216 ExtnZ16

225 Extn2z2s 500

226 Extnzzs 500
28004 ExtnZ5004 960
280035 Exkn25005 960
28006 ExknzS006 160—

User | Yoicemail | DND

ShortCodes

Source Numbers

VR 28000: 28000

po

Telephory || Forwarding || Dial In || Woice Recording | Button Programming

MName

Password

Confirm Password
Full Mame

Extension

Locale

Priority

Swskem Phone Rights

Prifile

Device

| 28000

|****

|****

| 28000

[za000

E

|N0ne

|Basic User

] Receptionist

Enable Softphone

[] Enable one-% Portal Services

Enable one-x TeleCommuter

[] Enable Remate Waorker

|:| Ex Direckory

h Linknown STP device

Select the Voicemail tab, and uncheck Voicemail On, as shown below.

IP Offices B
A | User | Woicemail | DD

g, 5004 25007
g, 5005 25008

= a User (28)

: Mollser
201 Extn201 95080

202 Extn20z 24200
203 Extnz03

204 Extnz04

205 Extnz0s

206 Extnz0s

207 Extnz0?

208 Extnz0g

209 Extnz09

210 Extnz10

211 Extnzil

212 Extnzlz

213 Extn2ls

214 Extn214

215 Extnz1s

216 Extnzle

225 Extngzs 500

226 Extngze 500
28004 Extnza004 960
28005 Extnza005 960

e 28007 ipfax
e 28000 IVR. 28000

28006 Extnza006 160—

VR 28000: 28000

ShortCodes | Source Mumbers || Telephony || Forwarding | Dial In | Yoice Recording | Button Programming

=

Yoicemail Code
Confirm Yoicemail Code

Waoicemail Ernail

Off

DTMF Breakout:

Breakout (DTMF *2)

Breakout (DTMF *3)

Copy Farward

Alert

Reception | Breakout (DTMF *0} |System Default )

|System Default )

|System Default )

[ voicemail On
[ voicemail Help
[] voicemail Ringback

Waicemail Email Reading

] UrMs web Services
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Select the Telephony tab, followed by the Supervisor Settings sub-tab. Enter a desired Login

Code.

Repeat this section to add a new user for each SIP extension from Section 5.4. In the
compliance testing, four users with extensions of 28000-28003 were created.

IP Offices

=4

oy, 004 28007

o, 8005 28005

User (28)

; Maollser

201 Extnz0l 95030
202 Extnz02 24200
203 Extnz03

204 Extnz04

205 Extnzos

206 Extnzos

207 Extnzo7?

205 Extnz03

209 Extnz09

210 Extnz10

211 Extnz11

212 Extnziz

213 Extnz13

214 Extnz14

215 Extn215

216 Extnz16

225 Extnz25 500

226 Extnz26 500
25004 Extnz3004 960
258005 Extnz3005 960
28006 Extn28006 160
e 28007 ipFax

s 28000 IYR. 28000

M

User | Yoicemall | DND

IVR 28000: 28000

o

ShorbCodes | Source Numbers | Telephony | Fopwarding | Dial In | Yoice Recording | Butkon Programming

Call Settings | Supervisor Settings | Multi-ine Options | Call Log

Login Code

Laogin Idle Period {secs)
Maonitar Graup
Coverage Group

Status on Mo-Answer

Reset Longest Idle Time
@ all calls

() External Incoming

hkohik

<Mone w
<Mone= -
Logged On (Mo change) -

[ Farce Login

[ Foree Account Code

[ oukgeing Call Bar

[ Inhibit Gff-Switch Forvard) Transker

[ can Inkrude
Cannat be Intruded
[ can Trace Calls

[ ccr Agent

Aukomatic After Call Work
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5.6. Administer Hunt Groups

Administer three hunt groups for the following purposes:

e Main hunt group for delivering of incoming trunk calls to Vuesion.
e Monitor hunt group for supervisor monitoring of agents.
¢ Transfer hunt group for use by Vuesion for internal transfers.

5.6.1. Administer Main Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used to deliver incoming trunk calls
to Vuesion.

Enter desired values for Name and Extension. For Ring Mode, select “Rotary” from the drop-
down list. Retain the default values in the remaining fields

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 28000 and 28001 were added as members as shown below.

IP Offices B Rotary Group BBX Main: 77100
A 30230 || Hurt Group | Queuing | Crverflow | Fallback | Yoicemail | Voice Recording | Announcements | SIF
& 31231
A 32232 Mame BEx Main D 2R Agent Group
™ 5000 28000 Extension 77100
g, 5001 23001
", 5002 28002 Ring Maode Ratary - Mo Answer Time (secs)  (System Default (15)
g, 5003 28003
Wy, G006 ZB004 Hold Music Source Ma Change w
"y, 8007 28005 Agent's Staktus on Mo-Answer M B
g, 5008 28006 Applies To ane
g, 5004 25007 User Lisk
2§ :;;3??20;28008 Extension Marne
- HuntGroup (10) 28000 IR 25000
F"Y77100 66 Main 28001 IR 28001
L -
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Select the Voicemail tab, and uncheck Voicemail On.

IP Offices

A 30230 ~

=
i
-

Rotary Group BBX Main: 77100

Hunt Group | Queding || Cwverflow Fallback| Yoicernail |'u'0iceRec0rding Announcements | SIP

A 31231
A 32232
", 5000 28000
. 5001 28001
, 8002 28002
, 5003 28003
, 5006 28004
, 8007 28005
) 500G 28008
, 5004 28007
, 5005 28008
ﬁ User (28}
=5 HuntGraup (10
g 77100 BEX Main

'R R R

| [ vaicemail on

| [ woicemail Help

Voicemail Code

Confirm Woicemail Code

Yaicernail Email

] Broadcast

ol Copy Forward alert [ UMs Web Services

Select the Queuing tab, and uncheck Queuing On.

IP Offices

A 30 230 A
A 31231 |
A 32 232
, B000 23000
., 001 28001
w, 002 23002
, B003 28003
., BO0G 28004
w, 007 23005
W, G003 28006
., G004 28007
, B00S 28003
§  useriza)
= ﬂ- HuntGroup (10}

= Rotary Group BBX Main: 77100

Hurik Group | Queuing |Overf|ow Fallback. | Yoicemail | Voice Recording || Announcements | SIP

Maormalize Queus Length

|:| Queving ©n

I

4§ 77100 BEY Main
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5.6.2. Administer Monitor Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used for supervisor monitoring of

agents.

Enter desired values for Name and Extension, and retain the default values in the remaining

fields.

In the User List section, add the agent users as members. In the compliance testing, 28004 and
28005 were added as members as shown below.

IP Offices

A 30230 -
31231
&y 32232
g, 5000 25000
g, 5001 25001
g, 8002 28002
g, 8003 28003
g, 5005 25004
g, 8007 25005
g, 8005 25006
g, 5004 28007
W, 5005 25008

§ user(za)

=] ﬁ HuntGroup (107
i 77100 BEX Main

Sl 77200 BBY Marnitor

Sequential Group BBX Monitor: 77200

Hunt Group | Queuing | Cverflow | Fallback || Yoicemail | Yoice Recording | Announcements | SIP

Mame
Extension
Ring Mode

Hold Music Source

Agent's Status on Mo-Answer
Applies Ta

User Lisk

Extension Marme

BEX Maonitat
FF200
Sequential
Mo Change

Mone

28004  Exkn28004 9608
28005  Exkn28005 9608

[] ccr agent Group

Mo Answer Time (secs)  [System Defaulk (15)
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5.6.3. Administer Transfer Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used by Vuesion for internal

transfers.

Enter desired values for Name and Extension, and retain the default values in the remaining

fields.

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 28000 to 28003 were added as members as shown below.

Follow the procedures in Section 5.6.1 to uncheck Voicemail On and Queuing On.

IP Offices

A& 30230
A 31231
A& 3z 232
", 5000 25000
", 5001 25001
., 5002 25002
"%, 5003 26003
%, 5006 25004
", 5007 26005
., 5008 28006
., 5004 25007
., 5005 25008

a User (28)

=i HuntGroup (10)
2 77100 BBX Main
Sl 77200 BEX Monitar

300 CustomerSuppa

T Iy

E Sequential Group CustomerSupport: 77300

Hunt Group | Queuing || Cverflow | Fallback | Yaicemail || Yoice Recording | Announcements | SIP

Mame CustamerSupparkt D CCR Agent Group
Extension 77300
Ring Mode Sequential - Mo Answer Time (secs) | Svstem Default (15)
Hold Music Source Mo Change e
Agent's Status on Mo-Answer
Applies To Mane b
Lser Lisk

Extension Mame

28000 IR 25000

28001 IWR 25001

28002 IWR 28002

28003 IR 28003
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5.7. Administer Agents

From the configuration tree in the left pane, select the first agent user, in this case “28004”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. Uncheck Cannot be
Intruded, as shown below.

Repeat this section for all agent users. In the compliance testing, two agent users with extensions
28004 and 28005 were configured.

IP Offices B Extn28004 9608: 28004
# = Control Unit (5) 5 User || Voicemail | DHD ShortCodes | Source Mumbers | Telephony | Forwarding | Dial In | Woice Recording | Butkon Prog
+-afp Extension (33)
=g User (28) Call Settings |; Supervisor Settings ;| Multi-line Options | Call Log
: Maollser _ )
201 Extnz01 95080 Login Cods [ Farce Login
202 Extn2n2 24200 Login Idle Petiod (secs) [ Force Account Code
203 Exknz203
204 Exkn204 Manitar Graup BEX Manitar hd
205 ExtnZ05
206 Extnz06 Coverage Group =Mone > hd
207 Extnz07 ;
- L Oukgaing Call Bar
208 Exknz08 Status on Mo-Answer Logged ©n (Mo change) | gaoing
209 Extnz09 Reset Longast Idle Time ] tnhibit ©FF-Switch Forward; Transfer
Z10 ExtnZ10 I:l Can Intrude
211 Extnz11 © Al Calls
#1272 Extnz12 o | [] cannat be Intruded
External Incoming
213 Extn213 [] can Trace Calls
214 Extn214
215 Extn215 [ Cr Agent
216 Extnz16 Automatic After Call Work
225 Extn225 500
226 Extnz226 500
28004 Exknz5004 960
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5.8. Administer Supervisors

From the configuration tree in the left pane, select the first supervisor user that will be
monitoring agents, in this case “201”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. For Monitor Group,
select the Monitor hunt group from Section 5.6.2. Check Can Intrude and Cannot be
Intruded.

Repeat this section for all supervisors that will be monitoring agents. In the compliance testing,
one supervisor user with extension 201 was configured, as shown below.

[ IP Offices B Extn201 9508D: 201

< Control Unit (5 ~H| |user | voicemail | DD | ShartCodes | Source Mumbers | Telephony | Forwarding || Dial In | Yoice Recording | Butkan Progran
Ay Extension {33}
g User (28) Call Settings | Supervisor Jettings | Multi-ine Cptions || Call Log
{irg MoUser )
— D Login Code [] Farce Lagin

202 Extn20Z 24200 Login Idle Period {secs) [] Force Account Code

203 Extnz03

204 ExtnZ04 Manitor Group BB Monitor hd

205 Extn203

206 Extnz06 Coverage Group <MNone = i

207 Extnz07 .

Status on Mo-Answer Logged ©n {Mo change) ~ [ outgeing Call Bar

208 Extnz0s
209 Extnz209
210 Extnz10

Reset Longast Tdle Tims [ Inhibit Off-Switch Forvard) Transfer

211 Extrizl1 @ Al calls Can Intrude
17 Extnz12 o | Cannat be Intruded
External Incoming
213 Extnzl3 [ can Trace Calls
214 Extnz14
215 Extnz15 [ ccr Agent
216 Exnz16 Aukomatic After Call Work
225 Extnz2s 500
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5.9. Administer Incoming Call Route

If necessary, create an incoming call route to route incoming calls to the Main hunt group. In the
compliance testing, a SIP line “17” was created for incoming route

As shown in the screen below, the Line Group ID of “17” is selected.

IP Offices B 17

& BOOTR(2) Standard |'-.-'|:|i|:e Recording | Destinations
i Operatar (3} - .
-5 IPOS00-DevCon Bearer Capability |.ﬁ.n3.-' Voice V|
[=)-#=9 Syskem (1) Line Group ID |1? Y|
Sy IPOSO0-DesyCan
9 Line (20} Incoming Mumber | |
<2 Contral Unit {5
A& Extension (33) Incoming Sub Address | |
§  userizs) _
I LI
u HunkGroup (107 . | |
@ short Code (64) Locale | Y|
@ Service ()
,,g; RAS (1) Priority |1 - Low V|
= Incorming Call Rouke (3
[T} gd i3} Tag | |
QP15
g 0 Hold Music Source |S\,-'stem Source w |
1?

In the Destinations tab, the use of “.” in the Destination field enables the routing to reach all
extensions in the IP Office.

If desired, the Main hunt group can be selected from the Destination drop-down to route all
incoming trunk calls to Vuesion.

IP Offices B 17 gk -1 X v <]

K EOOTR (2)

Standard | Voice Recording |

{7 Operator (3) - - — .
(=423 IPOSO0-DevCan TimePrafile Destination Falback Extension
=557 System (1} 4 Default Value : v

a9 IPOS00-DewvCon

£ Line (20}

<2 Contral Uit (5)

A Extension (33)

ﬂ User {28}

4 HuntGroup (107

B Short Code {643

B Service ()

o RAS (1)

(=} Incaming Call Raute (3)
D18
@o

@

17
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5.10. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code for Call Listen. Configure the fields as shown below in the
right pane.

Note that the short code has to be “*8”, as required by Vuesion during compliance testing. This
short code will be used by the Vuesion server to support supervisor monitoring of agents.

IP Offices *8"N#: Call Listen

B F3EHNR

|

Short Code |

X *39
¢ *40 Code T |

e 41
ox +42 Feature |Call Listen w |

B *43 Telephone Mumber |N |
B *44
B F4oHn Line Group I |EI w |
B *45

B *47 Locale |
B *43 Force Account Code [
X *49

X *50

X *51

X *5z

B oI R
X FSTHEN R
B3 FT0HN R
X FT1FN
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6. Configure BBX Technologies Vuesion Multimedia Contact

Center

This section provides the procedures for configuring the Vuesion server. The procedures include
the following areas:

e Administer TAPI driver

e Administer Switch.txt

e Stop service

e Launch Vuesion Manager

e Administer communication settings
Administer local extensions
Administer tenants

Administer VMAIL extensions
Administer queues sizing
Administer ACD members
Administer ACD groups
Administer trunks

Start service

The configuration of the Vuesion server is typically performed by BBX Technologies
technicians. The procedural steps are presented in these Application Notes for informational
purposes.

In addition to the shown procedural steps, the application also requires the auto attendant, and
the class of service for the agents and supervisors be configured by following reference [2].
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6.1. Administer TAPI Driver

From the Vuesion server, select Start > Control Panel, and click on the Phone and Modem
icon (not shown below). In the Phone and Modem Options screen, select the Advanced tab.
Select the Avaya IP Office TAPI2 Service Provider entry, and click Configure.

& Phone and Modem Options E3
Dialing Rules I Modems  Advanced |
_".! The following telephony providers are installed on thiz computer:

Praviders:

Ayaya P Dffice TAPIZ2 Service Provider
MDIS Prasy TAPI Service Provider
TAPI Kemeltode Service Provider
Unimodem 5 Service Provider

Add... I ¢ Remave | L ] Configure...!

QK. I Cancel | Anply |

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the [P
address of Avaya IP Office. Select the radio button for Third Party, and enter the IP Office
password into the Switch Password field. Reboot the Vuesion server.

Avaya TAPIZ configuration

Switch IP Address |11|:|.1D.1n.1n|3

Cancel |

™ Single Usger

Jzer Hame I
Uzer Password I

% Third Parlty

PEEFENTY

Switch Pazawaord

™| Ex Directony Uzers
[ wisf Users
[T ACD Queuss
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6.2. Administer Switch.txt

Navigate to the C:\Program Files\BBX Technologies\Vuesion Server C directory to locate the
Switch text file shown below.

l Yuesion Server_C !EI I

_t'_.\_ _\_ z E A -
'.\_J_) l\‘ j | + 05 (C:) = Program Files = BEX Technologies = Vuesion Server C = - iiﬂ.l l:.ea,»r_r-, w

File Edit Miew Tools Help
Organize ~ = Views = ﬁ:!Open w e Print ﬂ

Mame * |-l Date modified |vi Tvpe |ﬂ Size |vi Tags lll :I
|| SecConfig.dat 11712011 12:58... DAT File 1kKB
C 11192011 9:19 AM

Favorite Links

I pocuments ext Document

[ Pictures 5)2/2010 Z:05PM  Application Exte... £,595 KB
‘:TJ- Music %) ToolkitProl310veo0.,, 5/2/20102:01 PM  Application Exte... 14,349 KB
) Recently Changed || TraceFils 1/17/2011 S:25 PM Text Document 10KE
XE? cearches | TraceService 1/19/2011 10:31... Text Document 39KE
: || Trace'Watch 11192011 10:31...  Text Document TEE
Public | |voice.dat 1/14/2011 1:55FM  DAT File 1KB
YuesioniManager 11702011 1:26 PM Application 6,137 KB
Vuesiongerver 1/17/2011 4:01 PM  Application 8,144 KB
\fuesionWatch 1/302011 2:14PM Application 27 KB

Falders A | Wstates 1/14/2011 1:40 PM  Text Document 1KE =

Open the Switch text file with the NotePad application. For SIPPROXYADDRESS, enter the
IP address of IP Office from Section 5.2. For SIPPROXYPORT, enter the UDP port number
from Section 5.3. For SIPMYIPADDRESS, enter the IP address of the local Ethernet interface
used for connectivity with IP Office, in this case “110.10.10.104”.

.5witch - Motepad _ |O

File Edit Format Wew Help
]

;

i System Maintenance

; ________________________________

i By Default, the system will reboot monthly for a sanity data checking

: The wvalues can be one of : MEVER, MOMDAY :HH:MM, TUESDAY (HHIMM, ..., O
| REBCOT : MEVER.

)
v SIFP IVR IMFORMATICM

,! SIPPROXYADDRESS:110.10.10. 106
I SIPPROGYPORT D 5060
ISIPMYIPADDRESS:110.10,10.104
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6.3. Stop Service

Select Start > Control Panel > Administrative Tools > Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Stop.

Q, Services =] I

File  Action Wiew Help

“, Services (Local)

Extended

Yuesion ServerC

Start the service

&9 [mlo=|HE» =m0 »

L} services {Local)

Mame = I Diescripkion

| Skatus

I Startup Type

I Log On Az ;l

‘G virkual Disk Provides manage...
&k volume Shadow Copy  Mamages and im. ..

EhMuesion WatchC
-.S,I_’;Windows Audio Manages audio f...
Lhwindaws Audio End...  Manages audio d...
—Q;Windows CardSpace  Securely enables..,
{-‘?;Windc-ws Colot System  The WwiesPlugIng. ..
-Q?,Windows Driver Fou.., Manages user-m...

a

Started

fManual
rarual
Tanual
Aukarnatic
fanual
ranual
fManual
ranual
Manual

Local System

Local Service

Local Swsterr
Local System
Local Service
Local Sysker

'|>

Standard /

6.4. Launch Vuesion Manager
From the Vuesion server, double-click the VuesionManager icon shown on the desktop, which
was created as part of installation.
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6.5. Administer Communication Settings

The Vuesion Manager screen is displayed. Click on the icon in the top left corner, and select

Initial Communication Setup from the drop-down list.

e Vuesion Manager - Site: BEX Test

\%\9} lting Desktop Clients

Lontach Center

oo i

Trace & @ (:d

Save Layout
@l Installer Access

g2 Administrator Access

Repair Database

(e [ |

= Device | Caller | Infarmation
Initial Communication 5etup 1]
Exit Configuration
: Mode hame | Mode Status | Information s
The VuesionServer dialog box is displayed, click OK
.'- .‘u
[ WLesionServer x|
; I'x\ Restart the Yuesion Service!
Ok
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The COMMUNICATION SETTINGS screen is displayed next. Check IP Enabled. Enter the
IP address and password for IP Office in PBX IP Addr and PBX Password, and retain the

default values in the remaining fields.

COMMUMNICATION SETTIMGS

~ SWATCH COMMUMICATION
F5232 Port #:  CORT BaudRate: 5500

PBX SMOR IP Address

FE IP &ddr. (1101010108
PEx SHDR TCP Port

~MET®ORKING SETUF: MASTER SERVER

MetServer IP address: | |
NetServer [P Port: E0030

~ THIS SERVER DEFIMITION
Customer Location Name: | [ievconnect

Thiz Server P address: 1101010104
This Server IP Part: EO029 |

Yoicetd ail Location: Devconnect

Waicet ail Pilat Murnber: 7Aan

0K

6.6. Administer Local Extensions
The Vuesion Manager screen is displayed again. Select Switch Setup > Local Extensions
from the left pane.

I,/'T"\,I s Vuesion Manager - Site: Devconnect - =B X
| I
—/ Switch Setup  Messaging Routing Desktop Clients  Contact Center Trace 6 0 E‘
e @B
Switch Setup =] AWYA TP Office Inkegration =
- b
Communication
| ) Yoice Device Caller Infarmation =
’E‘ Lacal Extensions ) &
B Off Premise Extensions >i:<
&g Phantom Extensions ,>i,<,
\x/
. . o
&) Park Orhits ()]
-

) Hold Extensions

[»

luu Area Paging Record Device Recording Infarmation
(&) Trunks
(O Reload Switch Info

jil Messaging/I¥R

4 Routing Mode Mame MNode Status Information =
iy Desktop Clients I
{¢h Contact Center a
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The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create an
entry for each agent user from Section 5.7, each supervisor user from Section 5.8, and for the
Transfer hunt group from Section 5.6.3, as shown below.

Update the Full Name field as desired, and retain the default values in the remaining fields.

Note that the port numbers are automatically assigned by the system subsequently.

8| DIRECTORY CONFIGURATION

I LOCAL USER EXTEMNSIONS

Full M ame DM # Port#

Extn201 95080 201 A
Extn28004 9608 28004 26
Extn22005 9608 28005 27
Customer Support 77300 0

~DIRECTORY ASSIGHMENT

Directory #:

Fullrd arme:

Title:

PEX I

Account Code;

Pazzword:

Tenant M ame;

Class of Service |0 -

SIF Client

M etwark Advertize

Murzes/Careliver

~ FOLLOW-ME OPTIOMS

Mobile #:
Home #:
Alternate #:
aq m » Active Fomnaard:
Add Delete Refrezh All E xit
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6.7. Administer Tenants

From the Vuesion Manager screen, select Messaging/IVR > Tenants from the left pane.

I./'f'\ﬁ = Vuesion Manager - Site: Devconnect - B X
—/ Switch Setup  Messaging Routing  Desktop Clients  Contact Center Trace 0 0 {‘3
i Wl
Switch Setup ,‘;ﬂ AvaYA IP Office Integration =
:i:Messaging/I\FR L hd
Woice Device Caller Information =
'ﬁ‘ Tenants @)
%% Adminiskration .>i<.
\x/
; =
sl Erveironment .\*/.
& YMAIL Extensions )
i Fi Extensions hd
dg Distribution Lists Record Device Recording Information =

The TENANTS/GROUPS screen is displayed. Follow reference [2] to create an entry for the
Main hunt group from Section 5.6.1, as shown below.

For Name, enter the Main hunt group name from Section 5.6.1. For ID and Password, enter the

Main hunt group extension from Section 5.6.1. Retain the default values in the remaining fields,
and click Edit Members.

TEMANTS/GROURS x
Tenantz/Groups ~ Tenant/Group Definition Tawes %
Marme T Py MName: |BB>< b it | 0
(BB Main FA00 0 FA00 Discount:
|Dn: | 77100 P d:| 77100 g

~ Long Digtance Call Charges | ~ International Call Charges —,
|Filst Finute Ifi‘-.dd. tinute |First Minute I&dd. Minute
J IR O I | I A

~ hanthly Constant Charges

|Charge Name |Buantity |Fiate
1] 1]

oo ool oo
oo ool oo

~ Time Zone Offset

Difset I:I [+0OR -] Show Directory [v'ez/M ol I:l
Mg EI Minutes EI Owvemide Auto-Sitendant: I:I

Order of Uzerz Fullname iz [Laztname][ Firgtname]

| Add Tenant || DeleteT enant || Edit Members E it
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The Selected Tenant screen is displayed. Select the applicable entries in the Available User
List section, and click the double-left-arrow to move the entries to the Tenant/Group Members

List section, as shown below. In this case, all entries were selected.

Selected Tenant ;| BBX Main x
Tenant/Group Members List Available zers List
Mermber Marme bember Ext b ember Marne Member Ext
Customer Support Fann
Extn201 95080 201
Extn22004 3608 28004
Extn28005 9608 28005
| < |
| > |
..Lancel |
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6.8. Administer VMAIL Extensions

From the Vuesion Manager screen, select Messaging/I[VR > VMAIL Extensions from the left

pane.

N Vuesion Manager - Site: Devconnect

—/ Switch Setup  Messaging Routing Desktop Clients Contact Center

reyeay=—] e

= 4

Trace 0 0 f:"

Switch Setup =1 AMATA TP OFfice Integration =
— v
|| Messaging/I¥R e hd
Yoice Device Caller Information =
’ﬁ‘ Tenants D
| Administration }i(.
\x)
(] Environment i*:
& WMAIL Extensions (]
i Fa¥ Extensions hd
{g Distribution Lists Record Device Recarding Information =

The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create an
entry for each virtual SIP user from Section 5.5, as shown below.

For Full Name, enter the SIP user name from Section 5.5. For Password, enter the SIP user
login code from Section 5.5. Check SIP. Check Announce/Notify to all of the virtual SIP
users, in this case users 28000 and 28003. Note that the port numbers are automatically assigned

by the system subsequently.

| DIRECTORY COMFIGURATION <
I VR EXTENSIONS ~ DIRECTORY &55IGHMENT
Full Name DN# | Pony | Drectewd o
¥R 28000 o000 23 FullM arme: ¥R 28003
IVF 28001 28000 24 Title:
IR 28002 28002 25
A 28003 ZH003 50 PEx
Account:
Password ™" |
Clasz of Service |0 -
< SIF IR
! Metwark Advertize
Disable SMDR
Live Recaord
v .
e Music: On Hold
Recorder
Disabled
~ FOLLOW ME OFTIOMS
Cellular #:
Home #:
Alternate #:
4 E p || Active Forward:
Add Delete Refrezh Al E it
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6.9. Administer Queues Sizing
From the Vuesion Manager screen, select Contact Center > Queues Sizing from the left pane.

."/' o\ = Vuesion Manager - Site: Devconnect - B8 X
| i
—/ Switch Setup  Messaging Routing Desktop Clients Contact Center Trace 9 0 f‘_"
Jryeay—] s
Switch Setup = AYAYA TP Office Integration =
(=S A

il Messaging,/I¥R

£& Routing ‘oice Device Caller Infarmation =]
(&) zam00 —
it = N
Desktop Clients =
= B (&) zaon1
dg} Contact Center :4_,; 28002
I
(5 Queues Sizing &) z8003
= -
ey BCD Members
Record Device Recording Information =)

dg ACD Groups
&9 ACD Mebwork,
%, Cal Recorder

The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create the
desired number of entries for queuing of incoming ACD calls, as shown below.

The DN # are used by Vuesion to park and unpark the queued calls on IP Office, therefore use
available extension numbers on IP Office.

B DIRECTORY COMNFIGURATION ? X
| CALL CENTER UELE ~ DIRECTORY ASSIGNMENT
Full Name DN# | Pougt | Diestow
Queue 25551 0 FullName:
Hueue 25552 0 Title:
Queue 25553 0
Queus 28654 0 PBX I
Queue 25585 0 . —
Queus SEEEE 1) Power-Up Destination; |
[ueue 26567 0 Pazsword:
Queue 25558 0 )
EhEE J5EE9 0 Tenant Mare: |
Queue 25860 0 Class of Service |0 -
MHetwark, Advertize
~ FOLLOW-ME OPTIONS
obile #:
Home #:
Alternate #:
4 III » Active Fonward:
Add Delete Refrezh All Exit
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6.10. Administer ACD Members

From the Vuesion Manager screen shown in Section 6.9, select Contact Center > ACD
Members from the left pane.

The ACD Members screen is displayed. Follow reference [2] to create an entry for each agent
user from Section 5.7, and for each supervisor user from Section 5.8, as shown below.

Enter the desired FullName. For Member ID, enter a unique value for each agent and
supervisor. The recommendation is to use available extension numbers on IP Office. For
Password, enter desired values. In the compliance testing, the same values are used for member
ID and password for simplicity.

For Type, select “ACD Agent” for agents and “ACD Supervisor” for supervisors. For Primary
Group, select the Transfer hunt group name from Section 6.6. For Class, select the appropriate
class of service.

ACD Mermbers x
~ bdember Definition
M ame |0 Pazzw ~ COS5 @ Twpe Def
BEX Baent B0 BG00T 0 ACD Agent T Hemiser LT
BB Agent 2 a0002 50002 0 ALCD Agent Fulldame: |BE= Agent 1
BB Supervisar 50003 50003 1 ACD Supervizsar
Pazzword: | 500071

~ Setup
Type: |f1'-.ED Agent - |
Prirnan |Eustu:umer Support - |

~ Allow Agentz Screen Capture —, ~ Auto Login ——

Supervizar |0 i
S cor IO E stension:
LIpEryizor

Supervizor 1D I:I
Supervisor D
Supervizor 1D

Add || Delete Save Exit

4| il »
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6.11. Administer ACD Groups

From the Vuesion Manager screen shown in Section 6.9, select Switch Setup > ACD Groups
from the left pane, to display the SkillSets Administration screen. Follow reference [2] to
create an entry for the Transfer hunt group from Section 6.6, as shown below.

The Voice Routing Options section defines the parameters used for routing of ACD calls. The
Multimedia Contact Center Members Assignment section defines the members and their
skills level. The Announcements section defines the announcement treatments.

The screenshot below shows the values used in the compliance testing.

Skillsets Administration

?S;EED o | |C " Gro;p Nan:e | |F| Fldoghr;g hielor | ~ Email Routing Options ~ Fax Bouting Options
ustomer Suppor ound Raobin v o
. : i Sl e Enable Pricrity:
Graup Name D ~Woice Routing Options Subject Filter: e T
warflow Time:
Custarner Support 77300 Enable ¥ Fricrity: ,DD— Overflow Time: o o
. OWF Destination: l:l
Orverflow Time: 01 Min - | | | OF Destination : . :
Signed-Out O%F; l:l
D.verfl. Destination: | 77300 Signed-Out OWF: Faul Thieshold: -
Signed-Out OVF: 77300 Emaild Threshold: 10 _
Longest InlJ Thr:
Al Busy Overflow: Longest InQl Thr: 300 o
4 ] * | | Longest Ind Thr 0 5ec - Farce Priority: 0 Fores Friority: D
~ Mizcelleanous Foree Priarity: oo - Ol EmEala : —
Auto Logout & | 11:50:00 PM 2 Calls Queued Thr: |02 - Enable Campaign Campaign Pricrity: |00
i - ODBLC - DSN:
AEIREE T2 Autowraplp @& |155ec - |
Follow e [Man Call Center) . Table: Fassward:
Ringback on Queue Login:
agin: |
tultimedia Contact Center Members Azsignment—————————————————— | Mame Field:
aiceSkil: 00 Email5kil: 00 Fauskil: 00 OutdialSkil: 00 Phore Field:
Contact
Mame 0} Trpe Skill Ler Mame [In] Priarity Field:
BB Agent 1 50001 ACD Agent 09 C ¢ Field:
BBX Agert2 50002 ACD Agent 03 Srnment Fe
BE= Supervisor 50003 ACD Supervisor 09 | <<| Fesolution Field:
| B | Restricted Hours During Schedule [Format: 12:00-13:00,...]
4] m | ] V) » Enable Scheduls Timezone: [C5T] |:|
Start Datetime: | 1118/2011 2 200004
Anhouncements
Frequency Stop Datetime: | 11418/2011 : BOCOOPM 2
Llf-"-'*« QPosition [ ~Held [ &4 Repsat - ||Never - (M [T] [wl (T [F] [5] [s]
il 24 [Position [~ Haold [ Ak Repeat - ||Never - [ Import Records | | Fiestart Campaign |
A @Pasiion | ~Hold | &4 Fiepsat = ||Never -
| #ddGroup || Remove Group | Save Exit
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6.12. Administer Trunks

From the Vuesion Manager screen shown in Section 6.96, select Switch Setup > Trunks from
the left pane, to display the DIRECTORY CONFIGURATION screen. Follow reference [2] to
create sufficient entries for the SIP line from Section 5.9, as shown below.

For Directory #, use the value “xy”, where

€,

x”’ 1s the line number and “y” is the channel number
specified in two-digits. In this case, the line number is “1”, since Vuesion uses this for SIP line
and the channel numbers are “01-23”. Retain the default values in the remaining fields.

The screenshot below shows the values used in the compliance test.

~DIRECTORY &5SIGHMENT

Dhirectary #: 101

Fullrd ame:

Trunk 101

Title:

PBX |

Account:

Pazzword:

Tenant M ame; |

Clazz of Service

0

M etwork, Advertize

h!

Cellular #:

FOLLOW ME OPTIONS

Haome #:

Alternate #:

B DIRECTORY COMFIGURATION
| TRUME NUMEBERS
Full M ame DN # Partft

Frumk i
Trunk102 102
Trunk103 103
Trunk104 104
Trunk105 105
Trunk106 106
Trunk107 107
Trunk108 108
Trunk109 109
Trunk110 110
Trunk111 111
Trunk112 112
Trunk113 113
Trunk114 114
Trunk115 115
Trunk116 116
Trunk117 117
Trunk118 118
Trunk119 119
Trunk120 120
Trunk121 121
Trunk122 122
Trunk123 123
A [

Add Delete

Active Forward:

Refrezh All

E xit
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6.13. Start Service

Select Start > Control Panel > Administrative Tools > Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Start.

Q Services =] I

File  Action Wiew Help

&= @ o= | HE > E 0w p

“, Services (Local) Oa Services {Local)

Yuesion ServerC

Start the service

Mame = I Diescripkion | Skatus I Startup Tvpe I Log Cn As :I
G Mirkual Disk Provides manage... fMarual Local Sysker
&k Volume Shadow Copy  Manages and im... Manual Local Swsten

Tanual

“EhMuesion WatchC Started Aukomatic Local System
-S;?;Windows Audio Manages audio f... fanual Local Service
LhWindows Audio End...  Manages audio d... rarual Local Sysker
-E,\').;Windows CardSpace  Securely enables... farual Local Swsterr
-f..‘_’;Windows Color System  The WisPlugIns, .. Manual Local Service
-{,&Windows Driver Fou... Manages user-m... Marual Local Sysker
o ) i el

Extended 4 Standard /
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and BBX Technologies Vuesion Multimedia Contact Center.

7.1. Verify Avaya IP Office

From a PC running the Avaya IP Office Monitor application, select Start > Programs > IP
Office > Monitor to launch the application. The Avaya IP Office R8 SysMonitor screen is
displayed, as shown below. Select Status > SIP Phone Status from the top menu.

EX. Avaya IP. Office R8 SysMonitor, - Monitoring 110.10.10.106{IPO500-Dev); Log Settings - C:\Documents and Settingsk.. . \sysmonitorsettings.ini E|@|Pz|
File Edit ¥iew Filkers Status Help

=] 8T x| @ ¥

TEEEREEEST SysMonitor wl0.0 (13) #eewssrsss
FHEEEREEES contact made with L10.10.10.106at 15:23:23 Z5/11/7201] ###wswawss

FEREFEEEEFF Gystem (110.10.10.106) has been up and running for Sdays, 3hrs, 53wins and 37secs(70521737503) FEwsEEEEsw

FEEEELEEEE Warning: TEXT File Logging selected *F&Fsssssx

The SIPPhoneStatus screen is displayed. Verify that there is an entry for each virtual SIP user
from Section 5.5, that the User Agent contains “Vuesion(R)SIP”, and that the Status is “SIP:
Registered”, as shown below.

1. SIPP honeStatus

Tatal Confiqured: & “Waiting 1 secs for update
Total Registered: 4 Reagistered Statuz  [IHEBBEEERERRRREER
Extn Mum | IP Address | Transpart | IJzer Agent | S|P Options | SIP Events | Status |
28000 1101010104 UDP Yiesion S|P A SIP: Reqistered
28001 1101010104 UDP Wiezion S|P R SIP; Reqigterad
28002 1101010104 UDP Yiesion S|P A SIF: Reagistered
28003 110100100104 DR Wuesion S|P SIF; Reqisterad
£
Dizplay O ptions )
© Show Al  UrFegistersd Prirt Reset Phones Cancel
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7.2. Verify BBX Technologies Vuesion Multimedia Contact Center

From the agent user PC running Vuesion Client, double-click on the VuesionClient icon shown
on the desktop, which was created as part of installation.

®

YuesionClient

The Vuesion User Login screen is displayed. For Login Information, select “Vuesion ACD
Agent” from the drop-down list.

For Extension #, enter the extension number of the first agent user from Section 6.6. For User
ID and Password, enter the corresponding credentials for the first agent user from Section 6.10,
as shown below. During compliance testing one of the client was run from the Vuesion server
and the Figure below shows that client.

El ¥uesion User Login I

— Hazt Infarmation

— Liagin Infarmatian
Wuesion ACD Agent j

E stenzion $#: IEEEIEM
zer 1D 00
Paszword: Ix,1—

LAzt Lagin 0k, Cancel
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The Vuesion screen is displayed. Click on the Login icon from the left pane.

Home

View Settings

History Applications

Vuesion EXT 28004 Extn28004 9608

Sort

- B X

Options 9 o

@ = F ] % — L B3
nl e BE O0LEIO ———n ould ®.
Call Control Staff |_:
Staff “on ; T ; 15
% 5 & & &
J —
4| Login Customer Extn201 Extn28004  Extni25005
(.) Support 95030 9605 9608
LI
Wark
" Set
iy P Break
-
® set
L P Break Preview: =
o =
Set
u Meet Skatus Murmber Mare Time Length From (] Info Level | Infoz Info 3 =
|| Hold 1=
(6
m Transfe hd
‘Woice Queues InGQue LgIng Active Aband Answd Overfl Chacks | ~fband | ~TTA Qo5 Avvails Logins =
5; answer | €) Customer Suppark 000 000:00 0000 0000 0000 0000 0000 00:00 00:00 100% € 000 € ooo 1=
The screen is updated in the right pane, as shown below.
|'@ : Vuesion EXT 28004 BBX Agent 1 - = x
- Home View Settings History Applications Sort Options 9 o
il B2 00O 1 St oUR 8.
Call Control Staff |T
Staff r™ ; ; =
‘@ = & L &
J l—
' 4| Logout | Customer Extriz01 Extnzd004  Extn25005
(.) Support 95050 9608 9605
[t
ok
Set
\, P.Break
-
W®  set
l P Break Preview: =
-
Set
u Meet Skatus Mumber Tarme Time Length From b(s] Info Level [ Imfoz | Info3 =
| Hald o]
(&)
m Transfe bl
Woice Queues InQue LgIng Ackive Aband Answad Orverfl Chacks | ~Aband | ~TTA Qog Avails Loging =
ji i; Answer | () Customer Suppark noo no0:00 ulululi} ulauli} ulauli} 0oog 0000 0000 100%: W 001 e 001 |
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Make an incoming trunk call to the Main hunt group, and verify that the screen is updated to
reflect a ringing call. Also verify that the entry shown in the Preview pane reflects the proper
information for the call.

Click on the Answer icon in the left pane to answer the call.

= Vuesion EXT 28004 BBX Agent 1 - B X
Home View Settings History Applications Sort Options 9 0
H =] [=] =] B ] i r bk ) » Y
nlleBEOUE W 1 &t oUBl &,
Call Control Staff |_v
Y staff (o) T T =
&~ " & W & :
' %4/ Logout Cuskomer Extnz01 Extnz3004 Exknz3005
(.) Support 95080 9608 9608
[ =E
Work
— " Set
" P.Break
W ger b
l P Break Preview: =
4 -
Set
u Meet Stakus Mumber Mame Time Length From (8] Info Level | Infoz Info 3 1=
Hold e  Incoming SE007 Customer Support  14:16:35  00:00:14  [2007 S8007 —
I
Q
m Transfe bl
Yoice Queues InCue LglnG Active Aband Ansiud Crverfl Chacks | ~Aband | ~TTA Qo5 Avails Logins 1=
5i i; Answer | Custaomer Suppart D o1 0a0:0o noao ulauli} noao aoog 0ooo 0000 0000 100%: e 001 L 001 o

Verify the agent’s telephone is connected to the caller, and that the agent screen is updated to
show the call being connected, as shown below. Click on the Release icon to complete the call.

= Vuesion EXT 28004 BBX Agent 1 - B X
Home View Settings History Applications Sort Options o o
. = =1 | [=] 3 . % 1 [
e Do B 500G O & oUBl &
Call Control Staff I_,
! ~| N T : : nm : : B
' . %| Logout Customer Extnz01 Extnz&004 Extnzso0s
(.) Support Q5080 9605 9608
==
Work
- =
G P.Break
0 set =
L |7 Break Preview: =
A -
Set
u Meet Status Mumber Mame Timne Length Fram (s} Info Lewel Info2 | Info3 =
T Hold s0¢ Connected 53007 Cuskomer Support 14:17:40  00:00:12  I2007 58007 f—
m Transfe hd
Yoice Queues InCue LgIncy Active Aband Answd Crverfl Chacks | ~fband | ~TTA QoS Avails Logins =
ﬂi i; Answer lws Customer Suppart oo 000:00 sy 0001 oo aooo ooa Qooo 00:00 0000 100%: & oo s D01 —
i Release
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From the PC running Vuesion Reports, double-click on the VuesionReports icon shown on the
desktop, which was created as part of installation. In the compliance testing, Vuesion Reports
was running on the Vuesion server.

&

VuesionRep...

The Vuesion Reports Login screen is displayed. For Server IP/Name, enter the IP address of
the Ethernet interface on the Vuesion server used for connectivity with clients, in this case
“110.10.10.104”. For TCP/Port, enter “60029”. For Which Reports, select “Current Reports”
from the drop-down list.

For Supervisor ID and Password, enter the corresponding credentials for the supervisor from
Section 6.10, as shown below.

{ - Yuesion Reporting
==k

—  Tools Reporting
Explorer q =

— .| Initial Login

Performance

Service Lewvel
Abandoned Activity Server IP/Name: [110.10.10.104

Bckiviby TCP/Puort; IEEIEIEEI

Fesalukions Ackiviy ‘which Reparts: IEurrent Reports j
Resolutions Surmmary

Ermnail Ackiviky
Email Summary

Fie Ackivity Supervizor [ |5|:||:||:|3
Fa Summary Paszword: I’“‘*""1

Chart
Agents
Login I Cancel
Performance

Multimedia Performance
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The Supervisor Login screen is displayed. Retain the default values, and click View Reports.

i Tools

Explorer

Reporting
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1 x
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| Performance
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The Vuesion CDR/ACD Reports screen is displayed next. Select Agents > Activity from the

left pane menu.
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The Vuesion CDR/ACD Reports screen is updated with the Agent Activity report. Verify that
there is an entry reflecting the last call with proper information, as shown below.

i
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8. Conclusion

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center to successfully interoperate with Avaya IP Office. All
feature and serviceability test cases were completed with observations noted in Section 2.2.

9. Additional References
This section references the product documentation relevant to these Application Notes.

1. IP Office 8.0 Documentation CD, December 2011, available at http://support.avaya.com.

2. Vuesion Application Server Contact Center Configuration Guide, available upon request to
BBX Technologies Support.
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